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CHAMPLAIN COLLEGE 
MILLER INFORMATION COMMONS 
Prepared June 2006 by Sarah F. Cohen (Technical Librarian) and 
Janet R. Cottrell (Director of Academic Resources and the Library) 
Library and IC website http:// campus.champlain .edu/ mic/ 
Carnegie classification Baccalaureate Colleges-Diverse Fields 
# Undergraduates 1,704 full-time 
# Graduate students 66 (fall 2005l 
#Faculty 66 full-time, 207 part-time 
Highest degree offered Master's 
#Volumes 40,380 (excludes e-books and print serialsl 
#Titles 70,690 (includes e-booksl 
# Periodical titles 190 print, 20.455 full-text e-journals 
# FTE librarians 3.92 
# Other FTE Staff 2.7 
Annual circulation 5,224 
Annual gate entries 139,489 (2004/2005) 
IC opening date April 30, 1998 
IC name Robert E. and Holly D. Miller Information Commons 
IC service model type Partially integrated services 
# Computer workstations 54 stations and 4 lendable laptops 
What's on desktop 45 general use computers: Internet, proprietary research 
databases, Microsoft Office suite, and extensive departmental 
support software. 
IC architect Truex, Cullins & Partners Architects (Note: winners of the Hertzel 
Pasackow Award for significant contributions to the physical or 
architectural quality of downtown Burlington for their design) 
Hours Mon.-Thurs. 7:30 a.m .-12:00 a.m:; Fri. 7:30 a.m.-10:00 p.m.; 
Sat. 10:00 a.m.-10:00 p.m.; Sun . 10:00 a.m.-12:00 a.m. 
IC area 24,000 sq . ft. 
# Physical service points in IC 5 
Average # IC users in a typical month = gate entries (see abovel 
Print reference materials in the IC? Yes, 3,707 volumes housed in IC. 
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Location of Institution and 
campus Description 
Champlain College is located in the historic, resi­
dential Hill Section neighborhood in the heart of 
Burlington, Vermont. The campus's facilities inte­
grate the area's historic architecture with the mod­
em, seen in the Victorian-style mansions used a~ 
student housing and the stylistically compatible 
modem buildings that honor Vermont's architec­
tural history of red brick, shingle, slate, and natu­
ral light. The Miller Information Commons typifies 
this combination. 
Founded in 1878, Champlain College is a four­
year, bachelor's and master's degree granting institu­
tion. With 1, 704 full-time students and a student­
faculty ratio of 17 to 1, Champlain is focused on 
professional preparation, coupled with a coordi­
nated liberal arts core that integrates technology 
and focuses on critical thinking and communica­
tion skills. 
Information commons Description 
Inside the entrance of the Miller Information 
Commons, the two-floor atrium gives the interior 
an open, inviting character. Patrons are welcomed 
by student workers from the circulation desk, offer­
ing assistance and direction. Students on the desk 
are trained to direct patrons to a reference librar­
ian on duty or in a nearby office, give basic refer­
ence assistance, direct patrons to other offices or 
labs in the Commons, and provide general informa­
tion assistance. Students at the circulation desk also 
report technical difficulties to the IT help desk and 
provide basic security monitoring. The circulation 
desk, which acts as the focal point of the floor, also 
acts as a repository for campus information and 
publications. 
The main level of Miller Information Commons 
includes the circulation desk (and reference sta­
tion), nine reference computers, the print reference 
collection, librarians' offices, a reading room, print 
periodicals, the microform and audiovisual viewing 
room, a copier room, and study tables and chairs. 
The second floor of the Commons houses one of 
the campus computer labs with networked printer. 
Student assistants offer basic technical assistance for 
the forty-five computers on this and the ground and 
third floors. These students also check and maintain 
the four network printers in the building. Network 
jacks are also available in the tower reading room 
and along numerous study spaces. The second floor 
also houses faculty offices and the Writing Lab as 
well as the CORE Learning Center for faculty. 
The third floor is the main study floor of the 
Commons. Two large study tables look out to Lake 
Champlain, with additional terrace seating avail­
able seasonally. Oversized chairs line the walls and 
windows of the third floor as well as the two study 
nooks. The Vista Room provides one of Burlington's 
most illustrious views and is often used for meet­
ings and receptions. The East/West Conference 
Rooms also provide meeting spaces but can also 
be used for special exhibits such as Champlain 
College's showing of the national traveling exhibit 
"Alexander Hamilton, the Man Who Made Modem 
America ." Group study rooms, equipped with net­
work jacks and whiteboards, are available on the 
third and second floors. The electronic classroom 
provides thirty recessed computers that can be con­
trolled from the podium as well as from the desk. 
The podium also has remote controls for slide, 
video, and multimedia presentations. The third 
floor also houses the children's literature collection 
and additional resource materials for the college's 
early and secondary education majors. 
The ground floor of the Commons houses the 
library's bookstacks as well as three general use com­
puters, individual study rooms, Technical Services, 
and a second electronic classroom. The ground floor 
also accommodates the college's Computer Network 
Center, a temperature-controlled, humidity-specific 
server room. 
Information commons service 
Transaction statistics 
The number of reference questions encountered by 
professional librarians is recorded. In 2004/2005 , 
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librarians served 711 questions. As of May 1, 2006, 
reference questions for the 2005/2006 academic 
year were up to 989, showing an increase of 39 
percent. The nature of the questions is also tracked 
and shows an increase in substantive questions 
rather than directional. These reference statistics do 
not reflect questions addressed by student work­
ers when working at either the circulation desk or 
computer help desk. 
Library instruction sessions in the classroom 
rose from thirty-five sessions in 2003/2004 to fifty­
five sessions in 2004/2005. The number of students 
reached in the sessions increased accordingly, from 
632 to 1,127 students. 
Information commons Staffing 
and Training 
Miller Information Commons is open and staffed 
106.5 hours per week, with only 3.92 FIE librarians 
and 2. 7 FIE staff. The Commons staff pride them­
selves on accomplishing so much with so few. All 
librarians participate in reference shifts throughout 
the day. Three librarians also work at the reference 
desk in the evenings, offering students and evening 
faculty assistance until9:00 p.m. Nametags identify 
librarians, staff, and student workers to patrons. 
Student workers receive training and consis­
tent, extensive review of their duties from the cir­
culation manager. Students and library circulation 
assistants are given individual training sheets that 
indicate areas of training covered. On-the-job train­
ing and shadowing of existing workers are essential. 
Student workers receive weekly quizzes ranging in 
topics from circulation parameters to interlibrary 
loan procedures. Students are trained on shelving 
techniques using Library of Congress classification 
through an interactive computer program called 
LC-Easy. As students learn the LC system, their 
work is reviewed by the circulation coordinator. 
Upon successful completion of training, students 
are incrementally employed in shelving. 
Students who have successfully completed 
training and continue to work for the Commons 
past one semester are required to work one hour 
a week "off the desk" shelf reading. Students are 
trained individually on how to read call numbers 
throughout the range and understand the flow 
of shelves, and they are given tracking sheets for 
review by the circulation assistants. When students 
find shelving mistakes, rather than immediately 
correcting them, they place the misshelved item 
spine down on the shelf, enabling their supervisor 
to see what the students consider a mistake. This 
has made a significant difference in correcting mis­
placed materials but, more important, it demon­
strates and secures student workers' understanding 
of the order of books on a shelf. 
Circulation assistants, who man the library 64 
hours a week, of which 44 hours are without librar­
ians present (nights and weekends), are trained 
individually by the circulation manager. They are 
given in-depth training on all students' responsibil­
ities and participate in the same quizzes that have 
effectively trained students. They are also trained on 
more advanced integrated library system processes 
such as adding items on the fly , adding messages 
to patron accounts, and overriding specific system 
parameters such as lending reference materials to 
faculty. The majority of their training is based on 
on-the-job experience. The circulation manager 
encourages assistants to contact her via e-mail or 
by phone with any questions or concerns. They are 
also encouraged to participate with librarians in 
deali!lg with issues that arise and develop their own 
interests in librarianship. For example, recently two 
of the four circulation assistants participated in a 
basic reference course offered online that was fully 
funded by the Commons. Librarians are strongly 
encouraged to continue their education through 
training, conferences, institutes, and classes. 
What's on the Desktop 
The forty-five general use computers offer the 
Microsoft Office suite, including Visio, Project, and 
Publisher; Internet access; Adobe Acrobat Reader; 
Nero Suite; ScriptWorks; Winzip; and GlubTech 
Secure FTP. Computers are also equipped with 
Kurzweil 3000 to assist visually impaired and 
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learning disabled students. These computers also 
include programs to support most majors. 
Reference computers on the main level of the 
Miller Information Commons do not include the 
Microsoft Office suite and are intended for refer­
ence use rather than general use. Reference comput­
ers are equipped with Internet access to all library 
proprietary databases. Free printing is available on 
all networked computers. 
Information commons Assessment 
Champlain College recently went through NEASC 
reaccredidation, with the library's participation in 
Standard 7 (Library and Information Resources) of 
the NEASC standards. 
Miller Information Commons completed its 
LibQUAL+ survey in spring 2005. As a result of 
the survey, focus groups with different constitu­
ents (traditional age students, commuting students, 
faculty) have been conducted to better identify 
ways the library and the Commons can improve. 
In spring 2006, the library conducted its depart­
mental self-review (required by the Champlain 
College Institutional Self-Assessment Cycle), which 
included comparisons based on data collected from 
a group of colleges identified as peer institutions. 
Reference statistics are gathered throughout the 
year and all library instruction sessions conclude 
with distribution of a feedback survey to all partici­
pating students. 
Information commons Governance 
Unlike most institutions, at Champlain the Informa­
tion Commons houses the library. The director of 
academic resources reports directly to the provost. 
Four faculty members act in an advisory capacity to 
the director. 
Lessons Learned 
I Aesthetics matter. Creating a space that people 
want to come into is a necessary and worthwhile 
goal. Through careful siting both on the campus 
and in the neighborhood, extraordinary architec­
ture that reflects and reinterprets the design 
of stately homes in the area, and comfortable 
interior styling, Miller Information Commons 
is widely acknowledged as a beautiful building. 
With its striking exterior, warm and welcoming 
interior, many windows, and view of Lake 
Champlain from the top floor, the Commons is 
often recognized as one of the nicest buildings 
in the city, and one that students, faculty, staff, 
and visitors like to walk into. This translates into 
a consistently high gate count and frees us from 
concern about whether students will continue 
to come to the library as online resources- and 
other beautiful campus buildings- proliferate. In 
short, "We built it, and they came." 
I The concept of an information commons may be 
hard to define, but it works, and it can even be 
surprisingly elastic. Colocating library resources 
and services with computing labs, a writing 
center, a teaching and learning center, and other 
features-in whatever mix-seems to make sense 
to faculty and students. Over the years, the mix 
in Miller Information Commons has changed 
considerably. For example, when another new 
building opened on campus several years after the 
Commons opened, the high-end multimedia labs 
originally housed in the Commons moved there as 
part of a new graphics and design area. Students 
and faculty adjusted well to the change, and the 
Commons gate count continued to increase in 
spite of the relocation of this major service area. 
Similarly, in 2005 some faculty offices moved in 
and the new CORE teaching and learning center 
opened in the Commons-again, faculty and 
students accepted these changes easily. 
I Some unique design features can be both 
constraining and liberating. As part of the 1990s 
excitement over the growing use of online 
databases and the advent of electronic books, the 
Commons was designed to house a print collection 
of only 60,000 volumes-a severe restriction for 
any academic library. But this constraint also frees 
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us from having to address other difficult issues 
such as those surrounding storage of bound 
journal collections (we have none; there simply 
isn't space). We are forced to keep our print book 
collection vibrant and relevant and have adopted 
a rallying cry of "Make Every Book Count. " The 
challenge of providing a strong collection in 
such limited space has provided a wonderful 
opportunity for collaboration with our faculty 
and brings them not just into the Commons but 
into the stacks for regular evaluation, weeding, 
and collection development efforts. It also fosters 
ongoing creativity as we try to find new ways to 
use our space effectively. 
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